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CHAPTER - 1 
INTRODUCTION 
Computer 85 telecommunication technology 
during the last two decades have revolutionised the 
various library and information services in India. 
Libraries especially of Science and Technology are 
applying information technology to their operations, 
products and services in order to achieve maximum 
efficiency. There is no doubt, that scientists required 
quality information services, for their better 
performance. 
In 21st century, information society is becoming 
increasingly complex, competitive and dependent on 
technological changes and information explosion, the 
need for quality information service to the customers 
is also growing and becoming essential. Since 
information is now considered as an important 
resource for socio-economic development of society, 
value added information service can only provide user 
satisfaction, which can only be achieved through 
proper adaptation of TQM in library/information 
centres. 
Quality in the library world is often used 
synonymously with excellence. 
Quality means meeting the requirement of the 
customers. It may also be defined as the customer's 
expectations and requirements in the context of 
library and information services produced by the 
centres. 
In other words, 'Quality' is a measure of 
achievements of an organisation in terms of customer 
satisfaction. 
In layman's language quality is superior or expe-
tionally high standard of goods and services. It can be 
defined as conformance to requirements. 
What is Quality Service 
Quality service means getting it right first time, 
on time, every time. It means exceeding the 
expectations of the customers. 
Need for Quality Service 
l.It encourages the users to come back for more 
information. 
2.It saves time and money. 
3.It is personally motivating to provide quality 
service. 
4.Quality service satisfies the customers and makes 
them feel happy. 
Quality & User's Needs 
The concept of quality has changed now-todays 
from provider oriented to customer oriented, and it 
has now been well established that quality is not what 
producers define but it is what the customer require. 
There was a time when the quality of libraries or 
library services were defined in terms of stock size, 
available resources and the were number of services 
provided by them these norms no more form the basis 
of user's delight now. No doubt, these form an 
essential criteria for providing quality services but it 
is the service itself which the users look for. 
The quality of library service is measured in 
terms of reliability, responsiveness, assurance, 
empathy and tangibles. The first two are most 
important and related to these are basic services. 
Quality is inextricably linked to customers or users 
needs. It is users requirements that a higher quality 
library service conforms to; it is a service that fits to 
the users purpose. But users need is not a universal 
and static phenomena. It keeps changing from user to 
user and also, for one user defines quality in his own 
way. 
Users changing needs lead to the change in strategy 
towards achieving the goals of user satisfaction. 
Meeting requirements of the users with time requires 
updating of libraries continuously in terms of its 
resources, equipments and facilities. A library may 
function under certain constraints like finance, 
personnel, management ,policies etc and for a library 
it is never possible to satisfy all the users. Therefore, 
it is essential to segment the users on the basis of 
their literature and information needs and to decide 
upon the grips of the users to provide quality 
services. 
Quality and Satisfaction 
TQM gives priority to users satisfaction and the 
value of knowledge woven into the final product, i.e. 
information. User satisfaction is a subjective concept, 
which examines specific concept, which differs from 
but is related to satisfaction. 
What is Total Quality Management 
TQM is a philosophy and a process whose output 
yields clientele's satisfaction and continuous 
improvement. This is a style of management in which 
the best principles and practices of scientific 
management and participative management are 
blended appropriately to achieve success for the 
organisation. 
Origin of TOM 
TQM is firmly rooted in the manufacturing 
sector, and the American "Quality revolution" that 
began in the 1960's is commonly attributed to an 
American statistician, Dr. W. Edwards Deming (1900-
1993). Deming did landwork with Japanese 
manufacturers following world war II, when that 
nation was suffering from a negative balance of trade 
due to the inferior quality of the goods its produced. 
Deming helped the Japanese to rebuild a shattered 
economy by radically improving the quality and 
repulation of its products. So successful were Deming 
with his theoretical applications in Japan that he 
became national hero there. 
Steps In Measuring Quality 
1. Identify the right things to measure (i.e., Key 
indicators of customer satisfaction). 
2. Established a baseline (i.e., the situation for 
each quality indicator when you begin). 
3. Identity the targets going to attempt to each. 
The adoption of a TQM orientation to quality demands 
emphasis on customer - defined standards where 
"customers" is interpreted to mean whoever is the 
receiver of a product a service, whether external or 
internal. Quality must be judged by the customer. The 
quality management approach focuses a finding and 
reducing the causes of variation that occur in the 
systems used to produce the results. Improved 
document delivery is everyone's business. 
By contrast, today quality is wholistic and 
characterized by outward direction, it focuses on the 
needs and expectation of the customers of a product 
or service. Thus overtime responsibility for quality 
has moved backward or up the production line from a 
downstream department that performed inspection, 
back to the engineering and production design 
departments, back again to upper level management, 
and finally to widespread organizational commitment. 
Efficiency & Effectiveness 
Both the terms are imported for important for 
quality management point of view because services 
provided must be internally efficient and externally 
effective. Efficiency is the ability to optimize the use 
of resources in delivering objectives: "Doing things 
Right". 
Effectiveness is the ability to determine 
appropriate objectives: "Doing the right things". 
Definitions: 
According to Kawatra (1992) TQM is " a structured 
system of continuous improvement employing 
participative management and centered on the needs 
of customers." This definition contains the key 
elements of TQM: structured process, continuous 
improvement, employee involvement and customer 
focus. 
It is a basic business strategy that provides 
goods and services that completely satisfy both 
internal and external customers by meeting their 
explicit and implicit expectations. This strategy 
utilizes the talent of all employees, to the benefit of 
the organization in particular and society in general, 
and provides a positive financial return to the 
shareholders. 
Purpose of Total Quality Management 
i) Is to satisfy agreed customer requirements 
continually. 
ii) Is to achieve quality at low cost. 
iii) Is to obtain total quality by involving 
everyone's daily commitment. 
iv) Shifting away from control driven to culturally 
driven quality, meaning that, quality becoming 
the driving force of the activity cycle, starting 
and ending with customer. 
v) Shifting away from controlling is to managing 
in quality, tha t means flexiblity to (i) react to 
changes , (ii) ability to innovate, and (iii) 
commitment to cont inuous improvement of 
quali ty. 
vi) TQM demands to know what is r ight. To do 
th ings the right way every t ime; and to 
cont inuously look for ways to improve every 
process in the organisat ion. 
vii) Customer satisfaction through cont inuous 
improvement is the hear t of TQM. 
viii) Management commitment and Top-Down 
leadership are mus t for TQM success . 
ix) TQM is not a short term solution to problems, 
ra ther a long-term perspective for 
improvement. 
Principal object ives 
1. Cont inuous improvement of the organisat ion which 
be equal to or greater than tha t of any competitor. 
2. Cont inuous and relent less cost reduct ion. 
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3. Cont inuous and relent less quality improvement. 
4. Total par t ic ipat ion i.e creat ing an organisat ion 
where by everyone is working towards making the 
organisat ion the best in its area of activity, and to 
capital ise on the sense of achievement and working 
in a world class organisat ion. 
Objective of Total Quality Management 
The overall objective of Total Quality Management 
is to satisfy cus tomers through i ts quali ty of services. 
To achieve th is , the information professionals should 
keep in mind the following s teps to the delivery of 
information produc ts and services: 
(a) From the point of view of use r ' s (potential , or 
actual) . 
(b) Provide information produc ts or services 
according to the user ' s needs. 
(c) To satisfy on unhappy user , pu t special effort to 
make him friendly and regulatory user . 
(d) Always t rea t the user well to ensure his 
remaining a user for a long time. 
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(e) The whole process by which you create & deliver 
information products or services most support 
the creation of user satisfaction and loyalty. 
Benefits of TQM 
1. Work itself becomes more interesting through 
greater involvement of employees; 
2. Increase in general productivity. 
3. Lower absenteism because of greater job interest 
and satisfaction to employees. 
4. All round greater team spirit. 
To sum up it can be said that TQM is a process, 
which focuses on understanding customer needs and 
improving customer service and satisfaction 
TQM in Libraries and Information Centers 
Application of Total Quality Management in the 
context of library and information services, seems to 
be comparatively of recent origin. However in Indian 
context it has its origin in library/information science 
as early as 1931 when Dr. SR Ranganathan gave to 
the world of librarianship, his famous five laws. It is 
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the fourth law, save the time of the reader, which has 
similar implications as are advocated in the TQM 
process. His explanation for the term 'Documentation' 
as pin-pointed, exhaustive and expeditious 
organization and retrieval of information is what is 
the sum and substance of TQM approach in the 
library context. The way he enunciated even his first 
three laws make the point amply clear that he had, 
way back in 1931, the element of user satisfaction' 
(customer satisfaction) in his mind while pleading for 
the establishment, growth, development of the library 
systems/services. 
A modern library of today, is charged with three basic 
functions and these are 
1. Acquisition of knowledge 
2. Organisation of knowledge 
3. Dissemination of knowledge 
Acquisition 
The main activities involved in the 'Acquisition' 
process are; selection; ordering; receipts and 
payments; budget keeping. 
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Libraries generally, select learning resources for 
their l ibrar ies on the bas is of 
(i) User r eques t s / r equ i s i t ions 
(ii) Reviews 
(iii) Publ isher ' s catalogue 
(iv) Exhibit ions etc. If a l ibrary cus tomer oriented, 
then it would give maximum emphas i s on 
cus tomer ' s need 
Normally, it takes a long for a book to be made 
available to the user and paid after it ha s been 
supplied. Delays in both the aspec t s , directly or 
indirectly, affect the cus tomers . Application of TQM in 
special l ibrar ies would advocate tha t documents 
should be made available in least possible t ime, to the 
user as well as the supplier is paid promptly, makes 
enough when customer satisfaction is the key 
satisfaction. 
Organization 
All these are technical t a sks and if performed with 
logic and user approach in mind, will serve as helpful 
guides to the cus tomers in retrieving h i s / h e r 
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document/information expeditiously. In the present 
age when powerful computer devices and integrated 
library software's are available, it has made call 
numbers more compact. Ease and convenience of the 
customers are given top priority rather then hold on 
to age-old traditional approaches. Customers need not 
to be fussy about punctuation marks and other such 
little aspect prescribed by catalogue codes rather then 
instruct machines to do all sorts of job for patrons in 
desired fashion. There is no point in being fussy 
about set/limited subject terms, keywords when free 
text searches, boolean searches etc are available. 
Dissemination 
This function of the library is directly related to 
customers. Library acquire and organise their 
learning resources to meet information needs of their 
customers. This function is carried out in different 
ways in different libraries. 
Libraries usually disseminate information in following 
modes; 
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General 
i) Circulation (lending) services 
ii) Ins t ruct ion and ass i s tance in the use of learning 
resources . 
iii) Reference/information services 
iv) Reprographic services etc. 
Special 
In CAS following services are rendered 
a) Lists of recent addi t ions to the l ibrary 
b) Content pages of latest periodicals i ssue 
c) Forthcoming publ icat ions 
In SDI, the following services are rendered 
a) Select documenta t ion bul le t ins 
b) Select Bibliographic compilat ions 
c) Li terature searches; manua l , On-Line, Off-line, 
etc. 
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Quality In Services: 
Circulation 
This section facilitates issue and return of 
library materials to authorised patrons are available 
to every library. Though different systems and 
procedures (manual/computer based) are used for the 
purpose in different situations, the emphasis to be in 
most of the cases on the security aspect of the lended 
materials rather than satisfying user queries. TQM 
presupposes that the systems in operation should by 
and large provide for quick and accurate information. 
i) Where a particular document is at any given 
point of time 
ii) When due for returns/ issued 
iii) Subject wise issue/return statistics 
iv) User category type 
These are essential indicators, which ensure judicious 
and optimum use of collection and further enriching 
the collection. 
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Reference/Information Services 
In TQM approach, emphasis is given for optimum 
quality. It is no quality if, for example, reference 
queries attended by a library increased 300 from 100 
in previous years, if all the extra 200 queries were 
attended incorrectly. Mere statistics have no value in 
terms of quality. If advocates for better services 
rather then "more" services. Efforts would be made to 
correct 200 incorrect responses, to enable the staff to 
understand the specific problems associated with the 
problems associated with the process of providing the 
services. 
Inter-Library Loan Services 
Inter-library loan is an old age concept in 
librarianship. But the figures in most of the cases 
continue to go down from year to year when, libraries 
dependence on each other is increasing day by day. 
Reprographic services 
It has been shown that liberal photocopying services 
rendered by libraries have not only minimized 
document losses, page tearing, scribbling, marking 
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etc but have also attracted users to the libraries when 
assured of the document or its photocopy. Efforts to 
provide the services with minimum lead-time and 
quality copy would be the elements; the TQM 
approach would be looking for within this service. 
Documentation Services 
TQM advocate all the services useful to the users be 
in the form of CAS or SDI. Also the user community, 
on the other hand, take "something is better than 
nothing". This one-way traffic cannot go further when 
even in the library/information environment, 
competition has crept in from outsiders, customers 
has become more information conscious and willing to 
pay for quality information products/services. 
Libraries/ information centres can tackle this 
problem only with the efficient TQM approach. 
The implementation of TQM requires a changed 
attitude of employee towards their work. Each 
employee has to contribute his /her best for achieving 
the objectives of the department, which in turn are 
driven by the library. Every one has to work to meet 
and exceed the user's requirements for literature and 
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information. The whole philosophy of work has to be 
changed. 
A circulation clerk is expected, in the TQM 
framework, not just to issue and receive back the 
documents, but to satisfy all the circulation related 
demands of the users in terms of the process and the 
outcome. An information officer is supposed to delight 
the information searcher by providing specific 
information in the least possible time in the form 
most appropriate to the user's requirement. Each 
employee has to be familiarised with the concepts of 
TQM and problem solving techniques and has to be 
provided opportunities to actively participate in the 
activities like Quality Circles, Suggestion Schemes, 
Cross-Functional Teams etc. 
Successful implementation of TQM requires deciding 
on the customers to which a library aims to serve, 
assessing their needs, and deciding on the services, 
the library has to provide to each segment of user's 
keeping in mind its limitations in terms of finance, 
staff, documents and databases. 
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Advantages of TQM : TQM helps in 
i) Better product design. 
ii) Developing an inventory of all the documents 
available in a library. 
iii) Development of a database which includes 
records for all types of materials held in a 
library. 
iv) Facilitating through a variety of tools can 
provide access to universal publications. 
v) Improving skills to end users to profitability 
interact with information systems and services. 
vi) integrating and networking all library resources 
into serviceable resources to users. It helps 
maximum utilisation of library resources. 
vii) Reduction is user complaints. 
viii) Efficient utilisation of men, machines and 
materials, resulting in higher productivity. 
ix) Eliminations of bottlenecks and tension free 
work environment, leading to good human 
relations, and 
21 
x) Improvement of confidence among user. 
Pre-Requisites For Implementation Of TQM In 
Libraries 
i) Establish quality goals and subject them to 
continuous review; 
ii) Create and develop a procedure file which will 
help library staff to perform their task according 
to quality standard; 
iii) Devise mechanism to ensure balanced growth of 
library collections by appropriate budget 
allocation among various competing subject 
areas which is one of the essential pre-requisites 
for healthy collection development; 
iv) Perform technical processing tasks with logic 
user approach in mind, which will serve as a 
helpful guide to the user in retrieving his/her 
documents/information expeditiously and pin-
pointedly; 
v) Always use the latest classification schemes; 
cataloguing codes, subject heading list and the 
thesaurus for processing work; 
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vi) TQM pre supposes that the circulation systems 
in operation should by and large provide for 
quick and accurate information; 
vii) Keep issue/return statistics to ensure judicious 
and optimum use of the collections, enriching 
the collection; 
viii) Provide specialised information services 
consistently and regularly to keep the users 
knowledge up to date; 
ix) Meet reference queries effectively, efficiently and 
promptly; 
x) Create a good user profile; 
xi) Provide value added services efficiently; 
xii) Provide efficient SDl Service to save the time of 
the user; 
xiii) Maintain staff manual and authority file, so that 
it obviates the inconsistancy of work; 
xiv) Maintain all library records properly; 
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xv) Place information service professional at 
appropriate places for receiving enquiries from 
users; 
xvi) Reduce errors during execution through effective 
document control; 
xvii) Improved communications resulting in faithful 
completion of activities; 
xviii) Everyone involved in the work should be aware 
of their individual responsibility for quality; 
xix) Identify staff training, education and 
development opportunities; 
xx) Change the library management practices and 
attitudes in every functional area enhancing the 
seriousness of purpose to satisfy the user 
xxi) Perform house keeping job diligently; 
xxii) Computerisation of all the library house keeping 
operation and information services in useful to 
achieve Total Quality Management; 
xxiii) Increase opportunities for user interaction and 
feed back; 
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xxiv) Develop good public relation; 
xxv) Ensure commitment of all; 
xxvi) Ensure quality at minimum cost; 
xxvii) Encourage innovation and efficiency; 
xxviii) Communicate openly; 
Key e l ements for quality improvement 
1. To involve everyone on staff 
2. To identify internal and external cus tomers 
3. To improve customer satisfaction 
4. To increase opportuni t ies for cus tomer interact ion 
and feedback; 
5. To provide value added services 
6. To encourage innovation and efficiency 
7. To communicate openly 
8. To identify staff t raining, educat ion, and 
development opportuni t ies 
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Quality Improvement in Libraries 
Diminishing resources, accelerated technological 
changes and heightened constituent demands for 
greater accountability have besieged higher education 
since the late 1980s. The pressure of these factors 
have created a climate favourable have created a 
climate favourable to TQM in many colleges and 
universities. 
Many academic institutions have signed in with 
TQM because it offers a management focus and 
strategies that have been successful in industries 
that were facing rising costs, declining resources, 
restructuring and other internal revolutionary 
similarities. TQM offers a practical framework and 
methodology for assessing educational cultural and 
operational transformation through TQM. 
Emerging pattern in universities; non academic 
areas, such as purchasing, business and finance, 
physical plant, or human resources, were venturing 
into quality improvement. The libraries are applying 
quality improvement to a wide range of library 
functions; namely, serials, administration, 
cataloguing, circulation, acquisitions, interlibrary 
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loan, automation, personnel processing, preservation 
and collection development. 
Training 
Education brings awareness of the need for change 
and provides the means whereby change and 
development can be accomplished. All library 
professionals should have requisite knowledge and 
skills in all the services and housekeeping operations. 
Maintaining consistency of the procedures that are 
deployed and implemented results from a combination 
of excellence of the documentation system and the 
skills and training of personnel. 
The library manager shall establish and 
maintain documented procedures for identifying 
training needs and provide for the training of all 
personnel performing activities affecting quality. To 
achieve this, library personnel should be sent to 
attend various refresher courses, computer 
applications, workshop and seminars. 
Impact Of Information Technology 
Modern technology has resulted in greater degree of 
excellence, standardisation and more productivity. 
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Better technology facilitates zero defect first time and 
every time by minimising the human intervention. 
Automation has helped in the processes where defects 
are difficult to control. In actual practice, new 
efficient technologies reduce cost per unit continued 
by the full capacity utilisation. All possible ways 
should be utilised for the incorporation of new 
efficient technologies in view of its impact on quality 
and productivity. 
TQM & People's Participation 
TQM would be incomplete if the most crucial element 
the people, responsible for making it happen are not 
given due attention. Quality will definitely come up 
when every individual in the library is taken into 
confidence and when all of them are made clear about 
the libraries mission, goals and objectives. This 
element presupposes that the pursuit of the quality 
must begin from the top down. Training and retaining 
employees is an essential element in the quality 
process. 
Kawatra States that TQM is a journey and not a 
destination and that the underlying theme must be 
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one of continuous improvement. Total Quality 
Management operates within a culture which 
recognises that problems and opportunities exist and 
recognises the responsibility of the organization as a 
whole to resolve problems and exploit opportunities. 
Hence it can be said that when TQM is injected in the 
system of library/information centres it would 
automatically enhance its capability and efficiency. 
1. Need & Significance of the Study 
Library is being considered as an organization 
comprising books, staffs and users to meet the goals 
of the organization for which it has been established. 
Indian libraries had not been fully prepared to meet 
challenging needs of the customers. Self-sufficiency 
has compelled libraries to find other means for 
survival and growth in cost conscious and 
competition oriented setup. Information technology 
has extended the scope of doing business for 
librarians on one hand, and enhanced the 
expectations of users for high quality information 
services on the other. Moreover, increasing 
consciousness and awareness of internal and external 
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customers about rights and privileges has made 
situation more grim and complex to handle. All these 
things posed serious problem for proper information 
management which calls for immediate investigations 
of management, competence, staff skills, philosophy, 
expectations and perceptions of internal and external 
customers it is in this context the application of TQM 
is vital. 
2. Statement of the Problem 
The problem selected for investigation is entitled as 
"Application of TQM in special library: a survey of 
Bokaro Medical Library. 
4. Definitions 
Application 
According to Oxford English Dictionary it means, to 
apply i.e. to make a formal request or to put into 
position to serve its purpose or put into use. 
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TQM 
TQM is an acronym which means TOTAL QUALITY 
MANAGEMENT 
T - Everyone has a role to play 
Q - Doing right thing first t ime, every t ime, all the 
time; and 
M - Art of making it happen 
Kawatra h a s defined TQM as "A s t ruc tu red system of 
con t inuous improvement employing part icipative 
management and centered on the needs of 
cus tomers" . 
Special Libraries 
According to Harrod's l ibraries glossary "a collection 
of books and other printed", graphic or record 
material dealing with a limited field of knowledge, and 
provided by a learned society, research organization, 
indus t r ia l or commercial under tak ing , government 
depar tment or educat ional ins t i tu t ion . 
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Survey 
According to Krishan Kumar, "Survey method is 
concerned with the art and the science of asking 
questions and/or observing behavior to obtain 
problems where the researchers believes that the data 
required for the solution of the research question 
settings exist at present but the settings do exist for 
generating the needed data. 
Bokaro 
Bokaro steel plant is fourth integrated steel plant in 
the public sector conceived in 1959, Bokaro steel 
plant actually started taking shape in 1965 with the 
collaboration of the, then Soviet Union. 
Bokaro Medical Library was established in 1965 in 
order to cater the needs of the medical fraternity and 
also to provide latest information in the field 
concerned. 
4. Scope and Limitation of the Study 
The present study is confined to application of TQM in 
special library: a survey of Bokaro Medical Library. 
The scope of the topic is to study the existing services 
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facilities and management in the chosen l ibraries and 
to find out whether the l ibraries are being governed in 
accordance with the basic pr inciples of TQM and 
providing quali tat ive services. 
Objectives of the Study 
The presen t s tudy a t t empts to achieve the following 
objectives 
1. To know how TQM makes the l ibrar ian more 
effective and efficient information manager . 
2. To know how TQM is functioning in an 
organizational frame work of a l ibrary. 
3. To find out how TQM works as a tool for minimizing 
the problems and h indrances , which occur in 
rout ine job. 
4. To know how quality of var ious p roduc t s and 
services are determined by the cus tomers . 
5. To know TQM is being integrated into a l ibrary. 
6. To know, how TQM is being implemented in order 
to achieve overall satisfaction in providing 
information services to its cus tomers . 
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7. To know about the quality of the information 
provided and also know about the customer's 
requirement. 
8. To know about the products and services that are 
tailored to meet the exact needs of the users. 
9. To understand the information needs of the users 
more accurately and precisely. 
10. To know how the access of information is being 
done with the effective help of TQM. 
Hypothesis 
With the help of the available theoretical literature, 
the following hypothesis has been formed for testing; 
1. A special library functioning on TQM principles 
has a higher level of customer satisfaction than 
one functioning otherwise. 
2. A special library operating on TQM principles 
staff members are able to satisfy their customers 
in a much efficient way than in a special library 
operating without TQM principles. 
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3. Although TQM is a pre-requisite for the effective 
functioning of a special library, yet a special 
library working without TQM principles may be 
able to satisfy their customers effectively. 
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Methodology 
The presen t s tudy is conducted on the sample of 100 
use r s and 16 l ibrar ians (which also include the 
professional staffs) of medical l ibrary of Bokaro. The 
tools used for the present s tudy were ques t ionnai re , 
observation and interview method. Firstly investigated 
selects the sample on the bas is of stratified method 
and circulate the quest ionnaire on the bas is of 
random method. 
6. Method of Data Collection 
Requisite da ta was collected through ques t ionnai re , 
observation and interview method. Two separa te 
ques t ionnai re were dis t r ibuted to u se r s & library 
professionals; which consis t of 14 and 40 ques t ions 
respectively. Some of the vital information was 
gathered by interview of both professionals as well as 
use r s . 
7. Organization of the report 
CHAPTER 1: INTRODUCTION 
This in t roductory chapter deals with the introduct ion 
of TQM, definitions, objectives, appl icat ion, pre-
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requisites, preceded by need and significance of the 
study, statement of the problem, objectives, scope 
and limitation of the study. 
CHAPTER 2: REVIEW OF RELATED LITERATURE 
A review of total number of already 31 published 
literature related to present study are included. 
CHAPTER 3: METHODOLOGY 
The chapter deals with the statement of the problem, 
methodology, tools used for the study, sample 
population, variable taken, pilot survey, data 
collection procedure and date analysis method. 
CHAPTER 4: ANALYSIS AND INTERPRETATION 
This chapter deals with the analysis and 
interpretation of data collected through 
questionnaires interview and observation. 
CHAPTER 5: FINDINGS AND SUGGESTIONS 
It includes conclusions, findings and suggestions 
recommendations and for further research. 
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CHAPTER - 2 
REVIEW OF RELATED LITERATURE 
Application of TQM appears to be somewhat neglected 
are in the foreign as well as in Indian library 
literature However, the scanty library literature 
available in foreign library literature is mostly 
theoretical in the form of a few books, journal 
articles, reports or case studies of research and 
academic libraries. However, five laws of library 
science, 32^^ ILA conference on Quality in Libraries, 
1987 and 43'"'^  ILA conference on sustainable library 
and information services, 1997 and few more articles 
provide a ground for the study of TQM in libraries in 
India. Thus the present study is an attempt to 
minimize the wide gap in Indian library literature. 
Some foreign as well as Indian authors in 
library and information field have treated TQM 
concept in detail. 
Thamarai Selvei (2002) wrote in" Total quality 
management and ISO9000 in the context of academic 
library services" that since information is now 
considered as an important resource for socio-
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economic development of society, value added 
information service can only provide the conformance 
to the requirement of the use r s and user satisfaction 
which can only be achieved by the implementat ion of 
TQM principles in Library and information centres . 
For the implementat ion and achieving Total Quality 
for the system, the library professionals have to 
unde r s t and the core concepts of TQM and ISO 9000 
themselves and have to be t ra ined in this new 
philosophy and techniques . TQM philosophy provides 
a comprehensive way to improve quality by examining 
the way the work get done in a sys temat ic , oriented, 
consis tent , organization wide perspective. Training is 
very essent ia l to the success of TQM. Senior 
management need to be made aware of the TQM. They 
need to know what it involves, what changes it will 
create and how to make TQM work. Team leaders are 
the next to be t ra ined. They are the people who will 
run the project teams. Team members are employees 
who join a project team and they should be shown 
how to par t ic ipate in a TQM group and how to solve 
problems". (Selvi,2002). 
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Borse2 (2002) wrote in "Total Quality 
Management in libraries" that quality is a common 
term that has been used in day to day conversation to 
denote the supiority of something. In regard to the 
connotation of these lines, library is an organisation 
that processes the information to transfer it from 
sources to recepients. Therefore it is imperative to 
consider the information as a commodity to be 
utilized. On the line of the equivalance of the 
products of industries, the processing to information, 
to store it systematically, and the services being 
rendered are the products of library which are subject 
to be good and qualitatively recognised by the people 
who receive. In view of this the library needs to be 
managed with the elements of Total "Quality 
Management" (Borse, 2002). 
Kyrillidou and Heath^ (2001) observed in 
"Measuring service quality" that SERQUAL developed 
in the mid 1980's for that business sector is based on 
gap theory. As its simplest level it indicates that 
service quality can be measured by the gap between 
the customer's desired service levels and the 
perceived level of service. Only the perception of 
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customer matters. Three major dimensions emerged 
from the study and services. The final paper by Barot 
focuses on the newer challenges of measuring quality 
in networked environment. The most important 
element of customer service is trying harder. 
Bankapur and Mansur^ (2001) states in their 
article," Total quality management for library and 
information service" that information explosion is the 
trend of the day and the catchword of the hour. 
Information seeps from all sources and in all 
directions. To areas and process this enormous sea of 
information and serve it to the seekers is the 
challenge of the present day information Manager. 
TQM helps him to achieve this objective and makes 
him a Quality information Manager. Effective TQM 
requires a proper organizational framework through 
which quality programes are implemented. Once the 
initial Quality programe is successful, the users 
themselves will ask for introduction of Quality 
Programes in other problem areas also. The increasing 
demand of the users need for organizational changes 
arises gradually it is left to the flair of the Quality 
Information Manager to tailor his role and develop the 
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necessary organization. TQM offers a wide range of 
opportunities both analytical and experimental in 
academic as well as industrial framework. It has been 
recognized and proved to be a successful management 
philosophy having a long potential for growth and 
development. TQM proves to be an excellent tool for 
minimizing these problems and to provide information 
service more effectively". (Bangapur and 
mansur,2002). 
Shelley Phipps^ (2001) in "beyond measuring 
service quality" wrote that the concept of continous 
improvement is embedded in Total Quality 
Management. One of the basic tenets of TQM is that of 
focus on the customers, making its relevance to 
organisation with the customer's victory in the global 
economy. Continous improvement is also referred as 
paying attention to specific work and place. It is a 
mission based critical process the their supporting 
resources are partnership of staffs and 
users."(Phipps, 2001). 
Peterhernon and Nitecki^ (2001) observed in 
"Service quality: a concept not fully explored" as 
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libraries embrace TQM a culture of assessment, 
number of them increased their commitment to 
customer orientation and to have customers who are 
satisfied with the service provided. Service quality in 
effect draws on TQM and customer service as well as 
on marketing research. Fundamental to service 
quality, is the belief that an organisation exists to 
serve its customer that is if it intends to survive and 
flurish in a highly competitive and ever changing 
markeffPeterhernon and Nitecki, 2001). 
Dabas and Singh^ (2001) in "Application of Total 
Quality Management to the university library of 
Punjab" wrote that the conceptual dimensions of TQM 
and culture are identified on the bases of theory and 
research in management and library and information 
science, takes that word quality is very crucial and 
dynamic which kept on changing with environmental 
changes and is customer defined; defines total quality 
management as a management philosophy which 
embraces all activities and practices through which 
the needs and expectations of the customers and the 
objectives of the organisation are satisfied in the most 
efficient and cost effective way by maximising the 
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potential of all employees in a cont inuing drive for 
improvement."(Dabas & Singh, 2001). 
Anjana Goswami^ (1999) in her art icle, "Total 
quality management and ISO 9000 quality 
management sys tem" observes t ha t applicat ion of 
TQM Approach in the context of Library and 
Information Services (LIS) seems to be comparatively 
of recent origin. Library and Information Managers 
are these days over flooded with advise as to how to 
acquire and organize learning resources and satisfy 
the complex and ever increasing information needs of 
their u se r s . The services offered, accordingly, have to 
be internal ly efficient and externally effective, it is in 
th is context tha t the quest ion of "Total Quality" 
becomes relevant in the "Management" of "Library 
Services". In a research library the value added 
information services can only provide the 
conformance to the requi rements of the use r s and 
user sat isfaction. The value added service can only be 
achieved by implementat ion of "Total Quality 
Management(TQM) principles in Library and 
information centres in our country".(Goswami 1999) 
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Chattopadhyay and Chakraborty^ (1999) states 
in their article "Quality and ISO 9000 in library 
science" Libraries are increasingly applying the 
theories, philosophies and practices of Total Quality 
Management. Total Quality Management practices are 
a time tested, data driven means of providing our 
feelings to be accurate and it enables us to focus on 
making the necessary changes for proving quality 
product and services to our customers. The key 
concept of TQM is focussed on customers and 
continuous improvement. TQM includes employee's 
involvement at all levels, commitment to employees 
training and development, the use of problem solving 
teams, quality control standards, statistical methods 
and long term goals". (Chattopadyay and 
Chakravorty,1999). 
Sridhar and Rekha^o (1999) states in "total 
quality management in library information services" A 
starting point for implementing TQM in an 
information centre which is already in operation, 
should be a sincere commitment to quality on the part 
of the management. In the context of library, it starts 
with the top management, which should have a 
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sincere commitment to quality, shall be an evaluation 
of the existing forms of service based on standards 
available for each item of service. Customers get 
crowned through quality service. The overall efficiency 
of the staff and thereby the organization's tapped out 
properly.(Sridhar And Rekha,1999). 
Naushad Ali^' (1999) observes in his article 
"Total Quality Management in Science and Technology 
in India" with the adoption of IT in services the 
expectations of users have increased manifold. Most 
of the users find problems in locating the required 
information, using the catalogue due to deficiency of 
modes and slow down problems of computerised 
services. Application of information technology in 
handling the information and documents, the 
librarians are compelled to restructure and redesign 
their processes in order to respond to the changed 
information". (Naushad ,1999). 
Date and Gokhalei^ (1999) states in 
"implementation of ISO 9000 in industrial library: A 
case study" that the need for quality management 
systems, formerly applied to products, is soon 
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realised to be an essentiality in the service sectors. 
Here libraries are found to rely on the user's 
requests. Prompt response to queries of various kinds 
is expected from a librarian. Customer focus is one of 
the most important from TQM point of view but 
drastically the most affected area in the libraries 
surveyed. The factor seems to be neglected through 
all stages of library services ranging from acquisition 
to collection development, to weeding and lastly, on 
the continous betterment of libraries." 
Rajyalakshmii3 (1998) observes in her article" 
Total quality management implementation in libraries 
and information centres" that in an academic library 
or a research library the value added information 
services can only provide the conformance to the 
requirements of all users and user satisfaction. The 
value added service can only be achieved by 
implementation of Total Quality Management 
principles in libraries and information centres in our 
country. The library executives have to understand 
the core concepts of Total Quality Management 
themselves and have to trained in this new philosophy 
and technique. By mere acquiring highly 
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sophisticated technological infrastructure, and the 
latest software, the libraries and information centres 
cannot produce value added information services. 
Basically, Total Quality Management, is a philosophy 
and a process whose output yields clientele 
satisfaction and continuous improvement". 
(Rajyalakshmi,1998). 
Mulye and Deshpande^^^ (1998) observed in 
"Review of quality systems and its application to 
libraries" that Total Quality Management (TQM) is 
defined as a management approach to an organisation 
certified or quality, based on the participation of all 
its members and aiming at long term success through 
customer satisfaction and benefits to the members of 
the organisation and to society. In U.K. librarianship 
and information work is fascinating and fruitful in 
terms of job satisfaction but frustrating in terms of 
funding. Much effort has been expended on the search 
for means by which to establish the value or impact of 
the services providid with limited survers. Queen's 
University, Belfast have opted for TQM and others 
are developing various aspects for quality 
management including objective setting, performance 
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indicators, service standards, and team working." 
(Mulye and Deshpande, 1998). 
Meerai^ (1998) in "Performance measurement: a 
criteria for quality improvement in library and 
information services" that present day information 
organisation are perceived as a system which can be 
subjected for review, and control measures quite 
similar to other organisation. Total Quality 
Management as a quality improvement philosophy is 
taking root in all walks of life including service 
institutions. In various department efficiency can be 
measured for example in acquisition section, speed of 
supply, accuracy of supply, unit cost of the supply 
items acquired per relevant number users. In 
classification, number of document analysed; number 
of documents classified. Three elements are 
dominating the whole scene: They are efficiency, 
effectiveness and cost. Library is an institution, 
where varities of functions are performed by the staff 
from document procurement to document delivery 
service to their users It is necessary to identify the 
various tool of quality managment" (Meera, 1998). 
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Philip Tompkinsif^ (1996) in his article "Quality 
in community college libraries" forcefully highlighted 
that academic libraries may fit the new quality 
paradigm if four conditions are fulfilled. Quality is a 
campus wide initiative; the convergence of the print 
based and digital cultures; library spaces are 
designed as correlative to the classrooms with 
resources, staff and services for interactive learnings: 
and organic relationships between the classroom and 
the library's role in support of independent life long 
learning (Tompkins, 1996). 
Patricia Kovel - Jarboei^ (1996) in "Quality 
improvement: A planned organization change" wrote 
that customer focus, commitment to continuous 
improvement databased decision-making, process and 
systems thinking, employee involvement and decision-
making. These form the foundation of continuous 
quality improvement. A necessary first step for the 
library is to determine what change in approach is 
most likely to succeed. Whatever approach is taken, it 
must be compatible with internal values and 
conditions but is also true to the requirements of the 
quality improvement." 
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Tracy BicknelP* (1994) in his article "Focusing 
on quality reference service" argues that quality 
reference service needs to meet user needs and 
expectations through appropriate staff behavior, 
communication skills, friendly behavior, 
communication skills, friendly environment and 
suitable levels of staff morale and worksward 
(Bicknell, 1994) 
Nada Trzan-Herman and Dusica Kiauta^^ (1996) 
in their article " the organizational map; an important 
aspect of achieving total quality management in a 
pharmaceutical and medical library: a Slovenian case" 
defined quality by the degree of perfection to which 
some products satisfy its buyers or service meets the 
needs of its customer, and TQM as the totality of the 
function within the information process. It 
emphasizes three important views: Customer; Library; 
and environment. Emphasis two priorities in the 
quality services, i.e. user's satisfaction and the value 
of knowledge woven into the final product (Trzan-
Herman, 1996). 
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Cart Gustav Johanson^o (1995) in his article 
"Quality management and innovation: finding of a 
Nordic quality management survey" points out that 
quality and quality management are closely related. 
The term quality is defined as "fitness to use" or 
result pursued and quality management as the efforts 
spent to achieve persued quality goals. Quality 
management is the predecessor and predictor of 
quality and also states that a library with high 
quality management level must be excellent in quality 
and the library with low QML will be low in quality 
(Johansen, 1995). 
Roshan Raina^i (1995) stated in "Students 
feedback on the library sources facilities services at a 
national level management institute; A case study" 
that the purpose of TQM is to analysis in such a 
fashion that would show how library and information 
managers can involve their clientele in library 
development process. Suggestions, put forth by 
respondents however simple that may appear to be, if 
carefully implemented, can make useful 
contributions, in the overall development of the 
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library its resources, facilities and services."(Raina, 
1995). 
Cundari and Stutz22 (1995) states in" Enhancing 
library services: An exploration in meeting customer 
needs through Total Quality Management" that "Total 
Quality Management (TQM) is a process which focuses 
on understanding customer needs and improving 
customer service and satisfaction. TQM could serve as 
a practical and useful strategy for the ongoing 
evaluation and improvement of library services. An 
important measure of the effectiveness of a library as 
a service organization is the level of customer 
satisfaction with the services and materials it 
provides. TQM, with its emphasis and CQI provides a 
systematic approach for creating a quality, customer-
focussed library. Libraries have much to gain from 
using TQM principles in the monitoring and self-
evaluation of their services and resources. As the first 
step is an ongoing program of quality assurance, this 
process has followed the professional library staff to 
identify customer needs, make changes to 
accommodate those needs and establish the mindset 
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that quality improvement is an ongoing process". 
(Cundari and Stutz, 1995) 
Roshan Raina23 (1995) observes his article in 
"Total quality management in library and information 
services" that Library and information Managers are 
these days delayed with advice as to how to acquire 
and organize learning resources and satisfy the 
complex and ever increasing information needs of 
their users. However to achieve their goal, the 
question of resource constrained regime has to be 
kept in mind without sacrificing the interest of the 
users. Any thinking on the TQM would be incomplete 
if the most crucial element the people, responsible for 
making it happen are not given due attention. Quality 
will definitely come up when every individual in the 
library is taken into confidence and when all of them 
are made clear about the library's missions, goals, 
objectives. Not compartmentalization, but total 
integration brings quality. Training and retaining 
employees is an essential element in the quality 
process".(Raina, 1995). 
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Rowena J Cullen and Philip J Calvert's^^ (1995) 
article "Stakegholder perceptions of university library 
effectiveness" identifies key performance indicators in 
university libraries as perceived by six separate 
stakeholder groups. Defines almost synonyms terms 
by using Lyneh's definition of measurement as "The 
process of ascertaining the extent of dimension or 
quality of something", performance as "the doing of 
something, an activity", evaluation as "the process of 
determining whether something is what you want it to 
be", and effective as referring to "something which 
does well that which it is supposed to do". It 
combines the four terms in a statement" the results of 
measurement can be used to evaluate the 
performance of a library and thereby determine 
whether or not it is effective (Cullen, 1995). 
Shailja^s (1994) wrote in "quality audits: effective 
tool for managing library and information centers" 
that in the quality environment, library must 
understand the importance of the service areas of 
their organisation. The training programme for the 
staff after they join the library /information centre 
will in a great way help them to catch up with global 
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trends. The vital point, which is to remember are our 
goals, objectives and aims, which gives purpose to our 
services. Quite simply, quality is whatever user is 
required from us. Therefore quality in the user terms 
means accessibility appropriateness, reliability, 
responsiveness, efficiency and from library's point of 
view cost effectiveness" (Shailja, 1994). 
Kenneth W. Berger and Richard W Hines^^ (1994) 
in their article " What does the user really want? The 
library user survey project at Duke University" 
summarized the attributes of a good university library 
as readily accessible; fast; labour saving; free; 
computerized; networked with other libraries; 
comprehensive, specific services for specific users, 
knowledgeable reference librarian and also remotely 
accessible libraries along with the facilities of 
brousing the hard copy. It states that the role of the 
future libraries will be determined by the product 
which people want, packaged in a way they find 
attractive and useful (Kenneth, 1994). 
Grit Stuart and Miriam A Dvake 27 (1993) in their 
article "TQM in research libraries" a case study of 
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Geotrgia Tech. Library printed out that commitment, 
ingenuity and employee improvement are essential 
ungredients for success. Front line staff is crucial for 
customer satisfaction and quality improvement. The 
authors state that Georgia Tech. Is a computer and 
communications intensive campus having 
sophisticated users, and its library developed its own 
version of TQM to provide content based, value added 
information services (Stuart, 1993). 
Donald E. Riggs^s (1992) in his article "observed 
that strategic quality management in libraries" 
observed that strategic planning and TQM share many 
of the same management principles, e.g. forward 
thinking, team work, the human dimension, cultural 
change, enhanced proeuctivity and productivity and 
strategies for improving quality, and both go together 
like hand in glove. Planning is the heart of using a 
scientific approach to quality management (Riggs, 
1992). 
Kwatra29 (1992) wrote in "text book of 
information science" that the implementation of TQM 
requires a changed attitude of employee towards their 
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work. Each employee has to contribute his or her best 
for achieving the objectives of the department, which 
in turn, are driven by the objectives of the library. 
Everyone has to work to meet and exceed the users 
requirement for literature and information. The whole 
philosophy of work has to be changed. Successful 
implementation of TQM requires deciding on the 
customers to which a library has to serve, assessing 
their needs, and deciding on the services, the library 
has to provide to each segment of user's keeping in 
mind its limitations in terms of finance, staff, 
documents and databases".(Kwatra. 1992). 
Thomas Seay^^ and others (1996) in their article 
"Measuring and improving the quality of public 
services: A hybrid approach" highlighted the use of 
questionnaire devised by Van House, Weil and 
McClure (1990) in combination with the concept of 
service dimensions and service imperatives based on 
work done by Berry, Zeithaml and Parasuraman 
(1990). This model presents seven principle service 
determinants. Tangible and reliability are the key 
concerns of library patrons (Seay, 1996). 
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Helge Clausen^i (1990) wrote in "future in 
information professionals: old wine in new bottle" that 
Information professionals of 90's whether employed in 
the private or in public sector; in his work has to deal 
not only with more or less traditional users and their 
information needs, but also with challenges. Further, 
if the library is characterised by an increasing 
effectiveness regarding information management, it 
will often lead to implementation of TQM. Special 
consideration should be given to the effects on the 
staff and the users."(Clausen, 1990). 
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CHAPTER - 3 
METHODOLOGY 
This Chapter deals with the methodology used in the 
study in the s tudy and has been d iscussed under the 
following heading. 
Selection of the problem 
Methodology 
Sample populat ion 
Pilot survey 
Variable taken 
Tools and technique employed 
Data collection procedure 
Data analysis method. 
SELECTION OF THE PROBLEM 
The problem chosen for the present s tudy is entit led 
"Application of TQM in special l ibrary: a survey of 
Bokaro Medical Library. 
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Methodology 
Scientific investigation involves careful and proper 
adoption of research design, use of standardized tools 
and team identifying adequate sample by using 
appropriate statistical techniques. This study is based 
on primary data/facts collected from the library 
professionals and users through following methods. 
Questionnaire Method 
Questionnaire is a tool to collect data from diverse 
large and widely scattered population groups. 
Krishan Kumar defines it as a questionnaire is a 
written document listing a series of questions 
pertaining to the problem under study, to which the 
investigator requires the answers". The questions are 
formed in such a way that the relation of one question 
to another can be readily apparent to the 
respondents. 
According to Goode and Hatt "Questionnaire refers to 
a desire for securing answers to questions by using a 
form which the respondent fills himself." 
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Observation Method 
Science begins with observation and also uses 
observation for final validation of findings. 
Observations are considered as a classic method of 
scientific inquiry. According to Krishan Kumar 
"observation method is a data collection method in 
which a person observes subjects or phenomena and 
record information about the characteristics of the 
phenomena." In this survey investigator observed the 
routine work of the library and the user 's behavior 
the given environment. 
Interview Method 
Whenever personal interaction is used, then the 
technique available for questioning is an interview. 
The face to face conversation between the respondents 
and the researcher is called an interview. It is a 
process of personal interaction between a researcher 
and a respondents 
The investigator has used the interview method to 
gather necessary information 
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Sample Population 
It is not possible to collect large quantity to data from 
the entire population therefore, the sample was 
collected by using sampling method. The total number 
of 110 questionnaire were distributed out of which 
100 filled questionnaire were returned. Whereas 16 
questionnaires were distributed to the library 
professionals. Out of which 16 filled questionnaire 
were returned. Thus the investigated selected 116 
questionnaires for the analysis of data. 
Pilot Survey 
A pilot survey is done in order to check the viability of 
the study design. It helps in deciding whether the 
present questionnaires were relevant for further 
investigation. The investigator distributed 
questionnaire among 11 users and 5 staff of the 
medical library, which was helpful in modifying the 
questionnaire suitably. 
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Variable Taken 
In order to collect and get the meaningful conclusion 
the following variables were analysed in detail. 
• Medical professionals comprising of doctors and 
nurses 
• Research Scholars 
• Visiting Researchers 
• Library staff/ professionals 
Tools and Technique Employed 
Questionnaire prepared by the investigator, 
supplemented by observation and interview were 
selected as data collection. 
Data collection procedure 
Investigator visited the selected library and 
approached the librarian for seeking the necessary 
data. Questionnaire were distributed and collected 
the very next day. The investigator has taken 
interview with the librarian as well as staff, beside 
this the observation method also used to observe the 
functioning of the library. 
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Data Analysis Method 
The collected through questionnaire are organized and 
tabulated by using statistical method. 
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CHAPTER - 4 
ANALYSIS AND INTERPRETATION 
The problem for the present s tudy is applicat ion of 
TQM in special library a survey of Bokaro Medical 
Library. The collected da ta are ar ranged and 
tabula ted by using s ta t is t ical method, tables and 
percentages . This chapter deals with the analys is and 
in terpre ta t ion of the da ta collected through 
ques t ionnai re and observation. A total number of 116 
ques t ionnai re were dis t r ibuted ; 110 for the use r s and 
16 for the professionals during the academic session 
of 2002-2003 , 100 filled quest ionnaire were re turned 
and 16 filled quest ionnaire were re turned from staffs 
which were taken for the analysis of data-
I. USER DATA ANALYSIS 
Table 1: Familiarity with the library serv ices 
S.No. 
1. 
2. 
Options 
Well acquainted 
Barely acquainted 
No. of 
r e sponden t s 
80 
20 
Percentage 
80% 
20% 
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When asked whether the use r s are familiar with the 
library services. It ha s been observed tha t 80 (80%) of 
them are fairly well aquainted with the library 
services while 20(20%) are not much acquain ted with 
the given services. 
Table 2: Sat isfact ion with the t imings of the 
library 
S.No. 
1 
2 
Options 
Yes 
No 
No. of 
respondent 
35 
65 
Percentage 
35% 
6 5 % 
Table 2 indicates the level of sat isfaction of the user 
with the t imings hours of the library 65 (65%) of 
u se r s are not satisfied with the existing t imings. 
Where as 35 (35%) use r s are having no compla in t . 
Table 3: Sat is fact ion with the document available 
on their Subject area 
S.No. 
1. 
2. 
Obtains 
Yes 
No 
No. of 
r e sponden t s 
57 
43 
Percentage 
57 
43 
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57% of the use r s are satisfied with the document 
available on their subject whereas res t of 4 3 % of the 
use r s are not. 
Table 4: Adaptability with the c lass i f icat ion 
scheme 
S.No. 
1 
2 
Options 
Yes 
No 
No. of 
responden ts 
85 
15 
Percentage 
8 5 % 
15% 
Table 4 shows tha t 85 (85%) feel comfortable with the 
existing classif ications scheme adopted by the library 
while 15(15%) are having problems. 
Preferred form of catalogue 
Majority of the respondents 60 (60%), still feel 
comfortable with the card form of catalogue while 40 
(40%) of them are comfortable with both of them. 
Table 5: Sat isfact ion with the reading 
environment 
S.No. 
1. 
2. 
3. 
Options 
Excellent 
Good 
Average 
No. of 
respondents 
15 
10 
75 
Percentage 
15% 
10% 
7 5 % 
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Table 5 depicts that 75 (75%) of the users have rated 
the reading environment of the library as average 
while 10(10%) of them have rated it as good. Still 15 
(15%) of them have rated it as excellent' 
Table 6: Relevancy of the literature search 
S.No. 
1. 
2. 
Options 
Highly 
satisfied 
Moderately 
satisfied 
No. of 
respondents 
63 
37 
Percentage 
63% 
37% 
Table 6 shows the 63(63%) of the users are satisfied 
with the literature search conducted by the 
professionals while 37 (37%) feels that it is moderate 
and improvements can be done. 
Computer Literacy 
Users are 100% computer literature. 
In case of any problem they seek the help the library 
staff. 
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Table 7: Support provided for CD ROM search 
S.No. 
1. 
2. 
Options 
Yes 
No 
No. of 
r e sponden t s 
59 
41 
Percentage 
59% 
4 1 % 
Table 7 shows 59 (59%) of the use r s are satisfied with 
CD ROM search conducted by the professionals while 
41 (41%) of them are not much satisfied with search 
conducted by them 
Table 8: Most sought library mater ia l / s erv ices 
S.No. 
1. 
2. 
3. 
4. 
5. 
Options 
Reference books 
J o u r n a l s 
Inter library loan 
Table of content 
Photo copying of 
the requested 
mater ial 
No. of 
r e sponden t s 
10 
30 
20 
11 
29 
Percentage 
10% 
30% 
20% 
1 1 % 
29% 
Table 8 shows most saught , l ibrary mater ia l by the 
use r s are jou rna l s and reference books which 
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comprise of 30(30%) & 10(10%) respectively. While 
inter l ibrary loan table content , photocopying of the 
requested mater ial has got 20(20%), 11(11%), 29 
(29%) preferences. 
Table 9: Frequency of consul tat ion of library 
services mater ia l s / serv ices in a week 
S.No. 
1. 
2. 
3 . 
Options 
More than 12 
t imes 
5-12 t imes 
1-4 t imes 
No. of 
r e sponden t s 
55 
19 
36 
Percentage 
55% 
19% 
36% 
Table 9 shows 55 (55%) of the u se r s are consul t ing 
library more than 12 t imes a week; while 19 (19%) of 
them are visiting 5-12 t imes while 36(36%) of them 
are consul t ing it for 1-4 t imes a week. 
71 
II. LIBRARY PROFESSIONAL ANALYSIS 
Total number of 16 ques t ionnai res were d is t r ibuted to 
the professional staff. On the bas i s of the 
ques t ionnai re the following in terpre ta t ion has been 
done. 
Table 1: Method of acquis i t ion of document 
s. 
No. 
1-
2-
3-
4-
Various 
acquisi t ion 
methods 
User 's r eques t / 
requisi t ion 
Reviews/ subject 
Li terature 
Publ isher ' s 
ca ta logue / t rade 
l i tera ture 
Exhib i t ions / 
Approvals 
No. of 
Responses from 
professionals 
11 
06 
02 
02 
Percentage 
68% 
37% 
12% 
12% 
Table 1 shows tha t 68 (11%), Professionals staff like 
to acquire documents based on use r ' s preferences 
whereas 37% of them consider review/ subject 
l i te ra ture are equally important still some of them 
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would like to give emphas is on publ i sher ' s catalogue 
and exhib i t ions / approvals i.e. 2(12%) each. 
All the l ibrar ies prefer to classify documents manual ly 
The library has been developed an in house software 
called TRIVIA for circulation pu rpose ' 
Table 2: Popularity of the Library materials 
s. 
No. 
1-
2-
3-
4-
Library 
m a t e r i a l s 
Reference 
b o o k s 
J o u r n a l s 
Audio t a p e s 
CD ROM 
R e s p o n s e s form 
P r o f e s s i o n a l s 
06 
12 
04 
13 
P e r c e n t a g e 
37% 
75% 
25% 
8 1 % 
Table 2 depicts tha t CD ROM is most popular i.e. 
13(81%) of professionals th inks tha t CD ROM is 
popular 12(75%) consider j ou rna l s , still 6 (37%) 
th inks t ha t reference books are most popular . While 
25% consider audio tape as most popular . 
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Table 3: Frequently used library services. 
s. 
No. 
1-
2-
3 -
4-
5-
Library services 
References 
Answering 
research 
quest ion 
Table of content 
from jou rna l s 
Inter l ibrary loan 
services 
Photocopy 
Responses from 
professional^ 
14 
05 
07 
03 
13 
Percentage 
87% 
3 1 % 
4 3 % 
18% 
8 1 % 
Table 3 depicts that among various available services, 
reference search is most sought i.e. 14 (87%). 
Whereas 13 (81%) of the user approaches library for 
the photocopying of the requested material. Still 5 
(31%) of the user seeks answer for their research 
questions from the librarian. As 7(43%) of the users 
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seeks table of content 18% of the user approach 
l ibrar ian for inter library loan services. 
Table 4: Means of providing current awareness 
services 
S. No. 
1-
2-
3-
Types 
e-mails 
Bulletin 
Board 
Table of 
contents 
Responses from 
professionals 
09 
05 
13 
Percentage 
56% 
3 1 % 
8 1 % 
Table 4 shows tha t 59 (56%) of the use r s prefer e-mail 
services. While 5 (31%) of them seeks bullet in board 
for their information from professionals. Whereas 81 
13(81%) of them reaches library for table of content 
from J o u r n a l s . 
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Table 5: Means of providing personalized 
information service (SDI) 
s. 
No. 
1-
2-
3 -
4-
Types 
Personalized e-mail 
Letters 
Telephone/ Fax 
Documentat ion list 
Responses 
form 
Professional^, 
12 
04 
10 
06 
Percentage 
7 5 % 
25% 
62% 
37% 
Table 5 above indicates tha t 12(75%) professionals 
prefer to provide SDI services through personalized e-
mail services. While 4(25%) of them prefer le t ters to 
deliver use r ' s requisi te information. Still 10(62%) of 
them indicates tha t telephone could be viable option. 
While 6(37%) of them suggest documenta t ion l ists is 
able to fulfill user ' s request more efficiently. 
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Table 6: Provision for machine aided Translation 
service 
s. 
No. 
1-
2-
Types 
Provide machine 
aided t rans la t ion 
Do not Provide 
machine aided 
t rans la t ion 
Responses from 
professional^ 
02 
14 
Percentage 
12% 
87% 
Table 6 reveals tha t 87% of the professional staff 
prefer manua l t ranslat ion; while 12% of the 
professional staff suggests tha t use r should be 
provided machine aided t rans la t ion . 
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Table 7: Electronic media used for storage of 
information 
s. 
No. 
1-
2-
3 -
4-
Models 
Microfilm/ 
microfiche 
Magnetic t a p e / 
Disc 
Floppy Disc/ 
hard Disc 
CD ROM/ Video 
Disc 
Responses from 
professional6 
00 
12 
13 
15 
Percentage 
0% 
75% 
8 1 % 
9 3 % 
Table 7 shows tha t CD-ROM/ videodisc is widely 
being used i.e. (93%) in the l ibrary to store 
information. After tha t Floppy Disc / Hard Disc i.e. 
(81%) being used for storing information. Next 
preference is given to Magnetic t a p e / Disc. 
^f Ace. No \ 
% 
^o^,.--
'0«/. 
¥ 
"^ Univers\f5.--
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Table 8: Efficient and effective services 
s. 
No. 
1-
2-
3 -
4-
5-
Efficient/effective 
services 
Online searching 
Internet searching 
e-mail 
Voice-mail 
Video-text 
Responses 
from 
professionals 
16 
14 
13 
10 
00 
Percentage 
100% 
87% 
8 1 % 
62% 
0% 
Table 8 shows that online searching is able to satisfy 
users queries upto 16 (100%) Internet searching is 
able to do it upto 14 (87%) users are also satisfied 
with the e-mail services provided is the library upto 
13 (81%) whereas the voicemail facility is able to do it 
upto 10 (62%). 
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Table 9: Problem faced in insta l l ing e lectronic 
services 
s. 
No. 
1. 
2. 
3. 
Problems 
Financial 
cons t ra in t s 
Low Popularity 
Weak 
inf ras t ruc ture 
Responses 
from 
professionals 
09 
06 
13 
Percentage 
56% 
37% 
8 1 % 
Table 9 shows tha t when asked about the problem 
they faced in instal l ing electronic services; 13(81%) of 
them blame weak infras t ructure for th i s 6 (37%) of 
them th inks i ts low populari ty is the biggest problem. 
Whereas 9 (56%) of them th inks tha t financial 
cons t ra in t s is the main culpri t . 
When asked about the impact of IT in l ibrary services 
of them consider IT has positive impact on l ibraries 
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Table 10: Barriers in IT application 
S.No. 
1. 
2. 
3. 
4. 
5. 
Barrier 
Insufficient funds 
Inadequate trained 
staff for IT 
Lack of coordination 
among staff 
Lack of IT knowledge 
giving courses in the 
lab 
Staff not deputed on 
the bas is of IT 
application 
Responses 
of 
professional^. 
6 
9 
4 
13 
11 
Percentage 
of Reponses 
37% 
56% 
25% 
8 1 % 
68% 
Table 10 indicates tha t 13 (81%) of professionals 
consider lack of IT knowledge giving courses in the 
library. Whereas 68% consider staffs are not recruited 
on the bas is of IT application while 56% consider the 
main hurdle is, inadequacy of t ra ined staff in 
l ibrar ies . Moreover 37% consider insufficient fund as 
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the major hurdle 25% consider lack of coordination 
among staff is the main reason. 
All the l ibrar ians agree tha t the presen t budget is not 
able to fulfill the existing demands . 
Table 11: Budget spent on IT related products 
S.No. 
1. 
2. 
3. 
Budget 
More than needed 
Approximate 
Not sufficient 
Responses 
from 
professionals 
1 
12 
3 
Percentage 
of Reponses 
60% 
7 5 % 
18% 
Table 11 shows tha t the amount of budget on IT 
related product is sufficient or not; 12 (75%) of them 
replied it is approximate; whereas 1 (60%) of them 
consider it insufficient; still 3 (18%) of them th inks it 
is more than needed ' 
The existing pay scale offered by the management is 
not sufficient enough-
Libraries conduct various seminars , workshops to 
enhance i ts staff intellectual capabil i t ies . 
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Feedbacks given by the cus tomers are welcomed and 
taken seriously 
Table 12: Multimedia kits available 
S.No. 
1. 
2. 
3. 
4. 
5. 
Multimedia kits 
Scanners 
Microfilm 
Head phone 
Speakers 
Web camera 
Responses of 
l ibrary staff 
^ 
^ 
^ 
-/ 
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CHAPTER - 5 
CONCLUSION, FINDINGS, SUGGESTIONS AND 
RECOMMENDATIONS 
This study sought to examine the applicability of 
total quality management in Bokaro Medical Library 
taking both users and professionals as sample. 
Most of the objectives are met satisfactorily and 
most of the users think that services provided by the 
library are efficient and quite capable to cater their 
diverse information needs. 
Due to information explosion, today's readers 
have much to read. In other off words it has expanded 
the choice of users. Because of this very reason users 
are required a proper guidance to select the relevant 
material. A customer oriented library provide such a 
management that 
looks after every sphere of quality and satisfaction. It 
ensures that not a single loop hole is left which would 
jeopardise the whole team effort of the professionals 
as well as management. 
The management of Bokaro Medical Library left 
no stone unturned to provide the quality services to 
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its customers. Because quality itself brings 
effectiveness and efficiency. 
An effectiveness and efficiency brought user 
satisfaction, cost efficiency and cost effectiveness. 
Bokaro Medical Library implies all necessary 
measures to satisfy its clientele. The implementation 
of latest I.T Technique provide wide access to 
information. 
User's feedback and seminars, workshops etc 
provide a platform for the professionals so that they 
would be able to understand their customer's need 
much more efficiently and satisfactorily. 
Findings 
Part I Responses from Users 
1. Almost all the users are acquainted with the 
services provided by the library. 
2. Majority of the user's are not satisfied with the 
timings of the library. 
3. A wide chunck of the users are satisfied with 
the document available on their subject. 
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4. Card form of catalog is most preferred in 
comparison of OPAC. 
5. The environment of reading room is average by 
most of the users. 
6. Users are satisfied with the literature search 
conducted by the library professionals. 
7. Internet search is most popular among the users 
as most of the users are computer literate. 
8. CD-ROM search conducted by the library 
professionals are able to satisfy the fifty nine 
percent of the users. 
9. The most sought library material/services are 
journals and photocopying of the requested 
information 
10. Most of the user consults library more than 12 
times in a week. 
Part II Responses from Library Professionals 
1. Sixty eight percent of the librarians prefer to 
acquire documents primarily on the basis of 
user's request. 
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2. Inspite of automation of library/professional 
prefer to perform the job of classification 
manually. 
3. Library is having both manual catalogue and 
OPAC. 
4. The library is using in house developed software 
TRIVIA for circular purpose. 
5. Most popular library materials are journals and 
CD-ROM respectively. 
6. Frequently used library services are reference 
services search and reprographic services. 
7. Current awareness service is mostly provided 
through emails and table of contents from 
journals. 
8. Telephone/Fax and emails are used to 
disseminate SDl services. 
9. Library doesn't provide machine aided 
translation services. 
10.Library has its own independent building and 
own computer lab. 
11.Facility of Internet browsing been provided by 
the library. 
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12.The number of e-journals are less than five. 
This facility is in embroyo stage as has been 
started since 10.10.2001. 
13.CD ROM and magnetic tapes are used primarily 
for storage of information. 
14.Online as well as Internet searching both of 
them are efficient and effective. 
15.Weak infrastructure is proved to be a major 
hurdle in installing electronic services. 
16.Reference is frequently used service. 
17.Majority of professionals feel that IT has 
positive impact on services. 
18.Annual budget is not sufficient to meet the 
overall requirement of the library. 
19. The major hurdles in IT application in the 
library is that library is still following some of 
its aged-old rules of deputation of staff; which 
doesn't give emphasis on IT. 
20. Most of the library staff is not satisfied with the 
pay scale offered by the management. 
21.Amount spent on IT based products is quite 
approximate. 
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22.Library has acquired scanners, microfilm, 
headphone / speakers / web camera. 
Tenability of Hypothesis 
Hypothesis I 
A special library functioning on TQM principles 
has a higher level of customer satisfaction than the 
one functioning otherwise. 
Available results indicates that the most of the 
TQM principles is being followed in the library. Thus 
generating, higher level of customer satisfaction. 
Hence the hypothesis becomes true. 
Hypothesis II 
A special library operating on TQM principles, it 
staff members are able to satisfy their customers in 
such a way than in a special library operating without 
TQM principles. 
It has been amply clear that the library is 
effectively efficiently taking care of user's need 
through frequent feedbacks. 
Hence the hypothesis becomes true. 
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H y p o t h e s i s III 
Although TQM is a pre-requisi te for the effective 
functioning of a special library, yet a special library 
working wi thout TQM principles may be able to satisfy 
their cus tomers effectively. 
It ha s been clear from the investigation tha t TQM 
is the pre requisi te of smooth and effective 
functioning of a special l ibrary wi thout it l ibrar ies 
won't be able to achieve i ts basic purpose . Above all it 
fulfills Rangana than ' s two basic laws "BOOK ARE FOR 
USE" and "SAVE THE TIME OF THE USER". 
Hence the hypothesis not fully t rue . 
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SUGGESTIONS 
The present study puts forward to the following 
suggestions for the better implementation of TQM in 
Bokaro Medical Library. 
1. 'More documents should be acquired on the 
basis of user's request. 
2. As most of the user's not satisfied with the 
timings of the library. It should be as per user's 
convenience. 
3. More funds should be arranged to cater the 
diverse needs of its clientele. 
4. There should be coordination among staffs so 
that they would be able to deliver their best to 
their users. 
5. Environment of reading room should be 
improved. 
6. Focus should be in quality of information and 
not quantity. 
7. Library should give more emphasis on user 
orientation. 
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8. Library should organize more seminars, 
workshops to enhance for its staff. 
9. The timing of Internet service should be 
extended round the clock. 
10. Customers feedback should be given more 
weightage. 
RECOMMENDATIONS FOR FURTHER STUDY 
1. The same study can be carried out in different 
university libraries in the country. 
2. The same investigation can be conducted out by 
considering two or more libraries and comparing 
them. 
3. The study can be extended to special libraries in 
northern India. 
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DEPARTMENT OF LIBRARY & INFORMATION SCIENCE 
A.M.U., ALIGARH 
"APPLICATION OF TQM IN SPECIAL LIBRARY : A SURVEY" 
To. 
Sir / Madam, 
I am student of ML & ISC in Aligrah Muslim University. I am conducting a survey 
on above topic, as partial fulfilment of M. Lib & I.Sc. programme under the supervision 
of Mr. NAUSHAD ALI P.M. (Lecturer), Department of Library and Information Science, 
AMU, Aligarh. 
I would like to request you to fill this questionnaire and give your valuable 
experience and additional suggestions in the space provided. 
I \N\\\ be highly thankful to you for this act of kindness. 
Your's Sincerely, 
(Iram Fatima) 
FOR USERS 
Note .-Please Jill the information in the blank space or put a tick mark. 
1. Name 
2. Department 
3. Designation 
4. Age 
5. Sex Male [ Female [ ] 
QUESTIONNAIRE (No - 2) 
1. Hov\/ much acquainted you are with the library services. 
(a) Well acquainted 
(b) Barely acquainted 
2. Are you satisfied with the opening / closing hours of the library. 
(a) Yes 
(b) No 
3. Are you satisfied v\?ith the document available on your subject area. 
(a) Yes 
(b) No 
4. Do you feel comfortable w/dh ihe classification scheme adopted by the library. 
(a) Yes 
(b) No 
5. You prefer to use which form uf the catalogue. 
(a) Card-form 
(b) OPAC 
If you don't use OPAC ? Why not ? 
(a) Lack of need 
(b) Insufficient skils 
(c) Others specify 
7. How would you rate the reading environment of your library. 
(a) Excellent 
(b) Good . [ ] 
(c) Average I 1 
8. How much relevant is the material which has been retieved after literature 
search conducted by the reference librarian. 
(a) Highly relevant 
(b) Modevately relevant 
9. How much satisfied you are with the quality of the material received. 
(a) Highly satisfied 
(b) Modevately satisfied 
10. Can you operate a computer. 
(a) Yes 
(b) No 
I. If not whom will you seek for assistance. 
(a) Friend / Colleague 
(b) Library staff 
II. Whether retrieval is relevant. 
(a) Yes 
(b) No 
11. Whether library provide adequate support/ help for CD-ROM searcn. 
(a) Yes 
(b) No 
12. Which of the library material is most saught by you. 
(a) Reference books 
(b) Journals 
(c) Table of content from journals 
(d) Interlibrary loan services 
(e) Photocopying of requested material 
13. Approximately now frequently you consult library services / material. 
(a) More than 12 times 
(b) 5-12 times 
(c) 1-4 times 
14. Please give suggestion for the improvement of library services. 
DEPARTMENT OF LIBRARY & INFORMATION SCIENCE 
A.M.U., ALIGARH 
"APPLICATION OF TQM IN SPECIAL LIBRARY : A SURVEY" 
To, 
Sir / Madam, 
I am student of ML & ISC in Aligrah Muslim University. I am conducting a surv( 
on above topic, as partial fulfilment of M. Lib & I.So. programme under the supervisic 
of Mr. NAUSHAD ALI P.M. (Lecturer), Department of Library and Information Scienc 
AMU, Aligarh. 
I would like to request you to fill this questionnaire and give your valuab 
experience and additional suggestions in the space provided. 
( will be highly thankful to you for this act of kindness. 
Your's Sincerely, 
(Iram Fatima) 
FOR LIBRARY MANAGERS 
Note :Please JUl the information in ihe blank space or put a tick mark. 
1. Name 
2. Department 
3. Designation 
4. Age 
5. Sex Male [ ] Female [ ] 
QUESTIONNAIRE (No -1) 
1. The library acquire documents on the basis of 
(a) User's requests/requisitions [ 
(b) Reviews/Subject literature [ 
(c) Publisher's catalogue/Trade literature [ 
(d) Exhibitions/Approvals [ 
2. The job of classification is being performed 
(a) Manually [ 
(b) Machine - aided software [ 
3. Does library provide card from of catalogue or OPAC ? 
Please specify ________^__ 
4. For the purpose of circulation, library uses software such as 
Please specify 
5. Which of the library material is most popular among the customers. 
(a) Reference books [ 
(b) Journals [ 
(c) Audio tapes [ 
(d) CD ROM [ 
(e) Specify other _ ^ 
6. Which of the library services are used most frequently. 
(a) Literature search 
(b) Answering research questions 
(c) Table of content from journals 
(d) Inter library loan services 
(e) Photocopy of requested information 
7. Current awareness service is provided through 
(a) e-mail 
(b) Bulletin boards 
(c) Table of contents from journals 
8. Personalised information service (SDI) is provided through. 
(a) Personalised e-mail 
(b) Letters 
(c) Telephone / Fax 
(d) Documentation list 
9. Is their any provision for machine aided translation service. 
(a) Yes 
(b) No 
10. Whether the library has an independent library building. 
(a) Yes 
(b) No 
11. Whether the library has independent computer lab attached to it. 
(a) Yes . 
(b) No 
12. No of computers _ — _ 
13. Network type used 
14. Multimedia Kits 
(a) 
(b) 
(c) 
(d) 
(e) 
(0 
Scanners 
Microfilm reader 
Head Phone 
Speakers 
Web Camera 
Other specify 
15. Are most of the material available in microform/digital form. 
Type of Material Title of Material Number 
16. Does the facility of Internet browsing been provided by the library. 
(a) Yes 
(b) No 
[ ] 
17. If yes, specify the period 
18. How many e-journals are acquired by tine library. 
(a) More than 15 [ ] 
(b) Less than 10 [ ] 
(c) Less than 5 [ ] 
19. How frequently e-journals are been consulted 
Specify other 
20. From when does the library started providing electronic services. 
Please specify _ _ ^ 
21. Which of the electronic media is being used for the storage of information. 
(a) Microfilm / Microfiche [ 
(b) Magnetic tape / disc [ 
(c) Floppy disc/Hard disc [ 
(d) CD - ROM / Video disc [ 
22. In which form documents are mostly acquired in the library 
(a) Microfilm / Microfiche [ 
(b) Magnetic tape / disc [ 
(c) CD-ROM [ 
(d) Conventional form [ 
23. Which of the service are efficient & effective. 
(a) Online searching [ 
(b) Internet searching [ 
(c) e-mail [ 
(d) Voice mail [ 
(e) Video taxt [ 
24. What are the problems you face in installing electronic services. 
(a) Financial constraints [ 
(b) Low popularity [ 
(c) Weak infrastructure [ 
25. Whether collection of electronic media is upto date ? 
(a) Yes [ 
(b) No . [ 
26. Does library provide any type of orientation to their user for CD ROM search. 
(a) Yes [ 
(b) No [ 
27. Do library trained their personnel for the sake of providing latest emerging 
electronic services. 
(a) Yes [ 
(b) No [ 
28. How much time library staff spend for catering queries related to electronic services. 
Please specify __^____ ____^_____^_____ 
29. What drawback untrained staff face. 
(a) Lack of training [ 
(b) Keywords / boolean logic [ 
(c) Not able to guess users specific requirement [ 
(d) Irrelevant literature r 
30 Do you find positive impact of IT on library services 
(a) Yes 
(b) No 
31 In your viev^ what would be the impact of IT on libraries 
[ ] 
[ ] 
Library Professional 
i) Services 
ii) Productivity 
Training / Learning 
i) quality 
Library as a whole 
Positive Negative No effect 
Does the annual buoget is sufficient to meet the library requirement 
(a) Yes 
(b) No 
32 Are library professional satisfied with the pay scale offered by the management 
(a) Yes 
(b) No 
33 In your opinion the budget spent on IT related product is 
(a) More than needed 
(b) Approximate 
(c) Not sufficient 
34 What percentage of library budget you spent on IT equipment / products 
Please specify 
35 Amount of expenditure on library services & IT components 
Budget 
Books 
Journals 
Equipments 
Hardwares 
Softwares 
CD ROM 
Electronic publishing 
Others 
1999-2000 2001-2002 2002-2003 
What do you think are the barriers in IT applications in library 
(a) Insufficient funds 
Inadequate trained staff for IT application 
Lack of coordination among staff 
Lack of IT knowledge giving courses in the library 
Staff no deputed on the basis of IT application 
36 Does customers provide feedback 
(a) Yes 
(b) No 
37 Is their any provision for training of the library staff 
Please specify 
(b) 
(c) 
(d) 
(e) 
[ ] 
[ ] 
[ ] 
[ ) 
[ ] 
[ ] 
38 Does library hire PRO (Public Relation Officer) to enhance their rapport with 
customers 
(a) Yes 
(b) No 
[ ] 
